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INTRODUCTION AND SUMMARY

Thissami-annua and annud report summarizes the activities of World Learning and its
subcontractors under the START Indefinite Quantity Contract (1QC) No. EEE-1-00-01-
00016-00. Thisreport coversthe periods of March 1, 2004 to August 27, 2004. It isthe
semi-annud report for this period and aso the annud report for the third 1QC year ending
Augugt 27, 2004. The report includes eementsindicated in Section F.6 of the prime
contract, Reports and Deliverables or Outputs, in sub-sections (¢) and (d). It coversthese
magjor categories. Task Order Status, Success Stories/Task Order Reports, Administrative
Matters, and Adminigtrative Problems Encountered or Solved. Supplementa Annexes
arereferenced in the text.

|. TASK ORDER STATUS
A. Awarded:

Asaf this semi-annud and annud report, World Learning has been cumulatively
awarded twelve Task Orders under START. Two of the Task Orders, Honduras and
Mdawi |, are completed. A more comprehensive sngpshot of World Learning Task
Order activity can be found in the August 27, 2004 Task Order Tracking Report (Annex
A):

1. USAID/Washington’s Bureau for Europe and Eurasia - regiona Task
Order covering Albania, Bosnia-Herzegovina, Bulgaria, Croatia, Kosovo,
and Macedonia (requires full-service, in-country presence).

2. USAID/Caucasus - covering Georgiaand Azerbaijan (requires full-
sarvice, in-country presence).

3. USAID/AFR/SD/ANRE — requires coordinating two workshopsin East
Africafor African agriculturists — Proposal Writing and HIV/AIDS.

4. USAID/Kenya - principdly for short-term training, but dso some long-
term training.

5. USAID/Malawi Il - long-term and short-term U.S. and third country
traning.

6. USAID/ASEAN — adminidrative, training, and travel assstance to
ASEAN Secretariat, officids, and membersto attend series of training
events and workshops.

7. HCD/Washington - technica support to HCD in developing materias on
HCD best practices for use by Missions and other USAID units.

8. USAID/Egypt - leadership development and in-country and U.S. training
in the telecommunications minidry.

9. USAID/Mali - U.S. long-term academic training.

10. USAID/Honduras— U.S. short-term training.

11. USAID/Malawi | - U.S. long-term academic training.

12. USAID/Egypt |1 — provide centraized management of Mission funded
participant training (requires full-service, in-country presence).
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Another World Learning Task Order Tracking Report: Subcontractor Participation
(Annex B) providestota Task Order adminigtrative budget vaue (Task Order value
minus direct participant costs) and shows which World Learning START subcontractor is
participating in that Task Order, and the percentage of that participation.

Other Task Order Activity asof this reporting period includes:

B. ProposalsPending:

There are no proposas pending at thistime.

C. Task OrdersNot Awarded to World Learning:

1.

A~

USAID/West Bank/Gaza/HESI, for long-term U.S. academic training;

competitive.
USAID/India, for technica assstanceltraining in the economic growth,
comptitive.

USAID/Benin, for U.S. based long- and short-term training; competitive.
USAID/Pakistan, for U.S. academic training, in-country training, and U.S. —
Pakigani University partnerships, competitive.

USAID/West Bank/Gaza/PSP, for long-term U.S. academic training;
competitive.

USAID/Zambia, for the entire Mission participant training portfolio;
competitive.

USAID/Honduras, for U.S. based short-term training (Project Preparation
and Proposd; Agriculture/Agribusiness); not competitive; Mission cancelled
procurement.

USAID/Honduras, for U.S. based short-term training for Honduran
Educators and Mayors; Tier I1 Competition; awarded to World Learning;
Mission cancelled procurement.

D. Proposals Not Submitted:

1. USAID/EI Salvador, for short-term traning and various training support
services, competitive.

2. USAID/Russig; for training and various training support services, competitive.

3. USAID/Central Asan Republics, for U.S,, third country, and in-country
training; competitive.

4. USAID/Office of Micro-Enter prise Development, for short-term U.S.
training; non-competitive.

5. USAID/Iraq, review of Arabic and Kurdish textbooks, competitive. RFP
pulled from competition by USAID.

6. USAID/EI Salvador |1, for short-term training and various training support
services, competitive.
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7. USAID/Sudan, for training needs and capacity assessment in Southern
Sudan; competitive.

1. SUCCESS STORIES/TASK ORDER REPORTS

Severd Success Stories from our PTP-Europe and Caucasus (Azerbaijan) Task Orders
areincluded in Annex C. Since each Task Order has its own reporting schedule, World
Learning included individua Task Order reports generated during the timeframe of the
semi-annud report. The Task Order reports can be found in Annex D — Task Order
Reporting in the following order:

PTP-Europe Semi-Annua Report (Oct 2003 — Mar 2004)

Caucasus/Azerbaijan Semi-Annua Report (Jan 2004 — Jun 2004)
Caucasus/Georgia Semi-Annual Report (Jan 2004 — Jun 2004)

Egypt Quarterly Report (Apr 2004 — Jun 2004)

Kenya Quarterly Reports (Feb 18, 2004 — May 17, 2004 and May 18, 2004 — Aug
17, 2004)

Mdi Semi-Annua Progress Report (Dec 21, 2003 — Jun 20, 2004)

Malawi Il Quarterly Reports (Dec 1, 2003 — Mar 31, 2004 and Apr 1, 2004 — Jun
30, 2004)

Leadership in Human Capacity Development Quarterly Report (Apr 1, 2004 — Jun
30, 2004)

[11. ADMINISTRATIVE M ATTERS

A. Awards

During USAID/Europe and Eurasd s Participant Training Program’s “Ten Y ears of
Excellence” cdebration in Dubrovnik, Croatia, which took place April 26 — 29, 2004,
World Learning was recognized for its contributions to training programs. Anita
Reichert, Assstant Director for Fidd Services, received the distinguished service avard
for exceptiona contributions to participant training. The World Learning field officein
Bosnia-Herzegovinareceived a* best practice” award for “Modern Training Techniques
with Water Utility Board” while the World Learning field office in Bulgaria received one
for “Participatory Annual Training Planning.”

V. ADMINISTRATIVE PROBLEMSENCOUNTERED OR SOLVED

World Learning has not encountered any adminidrative problems at thistime,
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Reference Mission/Bureau
SO Teams

WORLD LEARNING START TASK ORDER TRACKING REPORT

EEE-1-00-01-00016-00
August 28, 2001 - August 27, 2006

Updated: August 27, 2004

Pr oj ect/Sector/Services Procurement Documents  Status Effective
Date

Completion
Date

Ceiling
Amount

Obligated
Amount

PTP ENI/CEE

Caucasus Caucasus

Africa Agriculturt AFR/SD/ANRE

Support USAID's goal of EEE-1-01-01-00016-00 OPEN 28-Sep-2001
"Building Human Capacity
through Education and
Training" by offering in-
country, third-country, and
U.S.-based training services
to individuals and groups.
Training services range from
training needs assessment and
planning to post-training
follow-up and record-keeping.
Open field offices in Albania,
Bosnia, Bulgaria, Croatia,
Kosovo, and Macedonia to
facilitate training services.
Open fidld officesin Georgia  EEE-1-800-01-00016-00  OPEN 15-Jan-2002
and Azerbaijan to assist the
Mission in designing and
implementing short- and
longer-term academic
training, post-training
support, and institutional
human resource assessments
and analyses. Offer in-
country, third-country, and

U.S.-based participant
Conduct needs assessment EEE-|-02-01-00016-00 OPEN 15-Apr-2002

and design short- and long-
term training programs for
African agriculturists in
Uganda, Maawi, and Ghana.

27-Sep-2004

14-Jan-2005

30-Sep-2004

$32,605,276

$14,100,000

$652,337

$7,926,397

$3,100,000

$652,337



Kenya

Leadership in
Human

Capacity
Development

Mali

Egypt-LDP

Kenya

EGAT/HCD

Mali

Egypt

Assist the Mission in EEE-1-802-01-00016-00  OPEN 17-Aug-2002
implementing short- and long-

term training and associated

interventions, targeting the

agriculture sector.

Assist USAID in: @) EEE-1-03-01-00016-00 OPEN 27-Sep-2002
developing approaches to
support broader performance
improvement strategies for
key partner institutions; b)
developing rapid response
HCD options for post conflict
and crisis countries; c)
providing core training
services; and d) developing
and pilot testing a Center of
Excellence HIV/AIDS
replacement training model.
Support USAID/Mdli with  EEE-1-804-01-00016-00  OPEN 20-Dec-2002
placement and monitoring of
Malian participants in US
Master's degree program in
Nutrition to help increase
programming and
management capacity in
nutrition promotion in Mali.

Assist the Mission in EEE-1-805-01-00016-00  OPEN 1-Jan-2003
establishing a high-quality,
sustainable Leadership
Development Program (LDP)
center at Telecom Egypt with
the capacity to train 25 future
leaders annually. The LDP
will develop leaders so that
they can lead change, develop
other people, and implement
new processes to transform
the organization and meet its
business goals.

31-Jul-2005

27-Aug-2006

30-Jun-2005

30-Jun-2005

$500,000

$366,766

$499,825

$2,946,544

$500,000

$187,000

$499,825

$2,946,544



ASEAN ANE Provide and coordinate EEE-|-06-01-00016-00 OPEN 30-Sep-2003  29-Sep-2004 $353,820 $353,820
telecommunication and
environmenta education
training for the ASEAN
Secretariat; and provide
administrative and travel
assistance support for the
ASEAN officids and
members for training in
collaboration with the US-
ASEAN Business Council's

Center for Technology
Cooperation.
Malawi 11 Malawi Assist the Mission -- through EEE-1-807-01-00016-00 OPEN 1-Dec-2003  27-Aug-2007 $2,139,748 $497,880

long- and short-term US and
third-country training -- in
implementing its
training/capacity development
program to effectively and
efficiently support the
achievement of its current and
proposed strategic objectives.
The SOs that will be
supported by the TO are : @)
Sustainable Economic
Growth; b) Democracy and
Governance; ¢) Health
Nutrition and Population;
and d) Education.

Egypt-CPT Egypt Provide participant training ~ EEE-1-810-01-00016-00  OPEN 26-Jul-2004  30-Jun-2006 $22,486,704 $3,299,000
required by establish EGP 3,852,953 EGP 10,000,000
as organized by the soon-to-
be-obsolete centraized
management of Mission-
funded participant training.

Honduras | Honduras Assist USAID/Hondurasin  EEE-1-801-01-00016-00 CLOSED  1-May-2002  31-Jan-2003 $71,318 $71,318
planning and implementing
short-term participant training
programs in the U.S.



Malawi Malawi

GRAND TOTAL USD

Assist USAID/Malawi in EEE-1-803-01-00016-00 @ CLOSED  27-Sep-2002
implementing its

training/capacity development

program -- through U.S.,

third-country, and in-country

participant training programs -

- to effectively and efficiently

support the achievement of its

Education strategic objective.

30-Nov-2003

$341,000

$76,651,020

$307,504

$19,962,803



WORLD LEARNING START TASK ORDER TRACKING REPORT: SUBCONTRACTOR PARTICIPATION

EEE-1-00-01-00016-00

August 28, 2001 - August 27, 2006

Updated: August 27, 2004

Reference Mission/Bureau Procurement Status Effective Completion Ceiling Obligated Admin. Sub Share Admin. Budget
SO Teams Number Date Date Amount Amount Budget
PTP ENI/CEE EEE-1-01-01-00016-00 OPEN 28-Sep-2001 27-Sep-2004 $32,605,276 $7,926,397 $10,487,339 $140,162 1.34% devlS
Caucasus Caucasus EEE-1-800-01-00016-00 OPEN 15-Jan-2002 14-Jan-2005 $14,100,000 $3,100,000 $4,332,368 $1,110,174 25.63% IE
$36,133 0.83% devlS
$11,468 0.26% Partners
AfricaAgri. AFR/SD/ANRE EEE-1-02-01-00016-00 OPEN 15-Apr-2002 31-Mar-2003 $652,337 $652,337 $320,856 $121,903 37.99% AAIl
Kenya Kenya EEE-1-802-01-00016-00 OPEN 17-Aug-2002 31-Jul-2005 $500,000 $500,000 $119,012 $78,299 65.79% AAIl
HCD EGAT/HCD EEE-1-03-01-00016-00 OPEN 27-Sep-2002 27-Aug-2006 $366,766 $187,000 $366,766 $36,278 9.89% devlS
$6,709 1.83% IE
Malawi | Malawi EEE-1-803-01-00016-00 CLOSED  27-Sep-2002 30-Nov-2003 $341,000 $307,504 $106,246 $92,163 86.74% AAI
$4,052 3.81% devlS
Mali Mali EEE-1-804-01-00016-00 OPEN 20-Dec-2002 30-Jun-2005 $499,825 $499,825 $106,732 $84,598 79.26% AAIl
$7,060 6.61% devlS
Egypt LDP Egypt EEE-1-805-01-00016-00 OPEN 1-Jan-2003 30-Jun-2005 $2,946,544 $2,946,544 $1,714,408 $1,634,436 95.34% IE
Honduras | Honduras EEE-1-801-01-00016-00 CLOSED  1-May-2002 31-Jan-2003 $71,318 $71,318 $5,070 N/A - N/A
ASEAN ANE EEE-1-06-01-00016-00 OPEN 30-Sep-2003 29-Sep-2004 $353,820 $353,820 $113,693 $107,544 94.59% IE
Malawi Il Malawi EEE-1-807-01-00016-00 OPEN 1-Dec-2003 27-Aug-2007 $2,139,748 $497,880 $469,700 $397,334 84.59% AAIl
Egypt CPT Egypt EEE-1-810-01-00016-00 OPEN 26-Jul-2004 30-Jun-2006 $22,486,704 $3,299,000 $3,382,966 $2,058,757 60.86% IE
(EGP3,852,953)  (EGP10,000,000) | (EGP3,852,953) | (EGP3852953) 100.00%  IIE
$761,055 22.50% devlS
(EGPO) 0.00%  devlS
TOTALS $77,063,338 $20,341,625
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World Learning START Program Success Story:
Election Monitoring and the Rose Revolution

Under the USAID-funded Strategic Technicd Assdance for Results through Training
(START) program, World Learning, Georgia implemented the Election Monitoring
Organization - Administration and Management program July 11 — 18, 2003.

The god of the activity was to contribute to free and fair dections in Georgia by
increedng the capacity and effectiveness of the premiere Georgian dection
monitoring organization, the Internationd Society for Far Election and Democracy
(ISFED), to administer their pre-election and eection-day campaigns.

Background

Election monitoring and civil society organizations in  Georgia, such as the
International Society For Far Elections and Democracy (ISFED) have proven
themsalves to be effective and rdiable sources for promoting free and far dections,
educating the public regarding the eections process, advocating for the rights of
voters, and filing dams and gppeds regarding suspect activities prior to and during
elections. However, the overall impact ISFED had as watchdog agency — both in the
run up to and during eections prior to those held in Georgia in November of 2003 —
could have been improved. Key to this were adminidrative and managerid systems
such as the recruitment and retention of saff and volunteers, the development of
policies and best practices related to the technicd mechanics of pre-dection and
electionrday monitoring, and the devdopment of communication and reporting
protocols that can indeed make a vitd difference in the effectiveness of monitoring
efforts.

In 2003 World Learning conducted a training program for ISFED oaff on key
organizationd isues. Experts from the Croatian NGO, GONG were invited to
provide in-depth training on dections monitoring-related issues. The program aso
included a training of trainers (ToT) component that alowed ISFED to form a smal
cadre of qudified trainers to provide training to other ISFED representatives and
volunteers. This training cadre condsted of 20 regiond and didrict Coordinators and
select headquarters staff.

As a result of the workshop, an action plan, timeine and series of recommendations
were developed to take ISFED toward the scheduled November Parliamentary
elections. Key among the recommendations was to organize a three-day training event
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on volunteer recruitment and training for the remaning 30 didtrict coordinators not
presented a the firg workshop. This was of utmost importance for the period
preceding the November €eections, as the didrict coordinators were in turn
responsble for recruiting volunteers and training them to serve as pre-eection and
eection day monitors. The totd number of volunteers to be recruited and trained
before November was 3,000. The World Learning START program funded the
training of the digtrict coordinators as well.

Results

The training was essential in assisting ISFED as an organization to assess and report
in a timdy and effective manner, the wide aray of shortcomings and violaions that
took place during the November 2, 2003 Parliamentary Elections. Due to the effective
organizational gructure, planning and killful management of ISFED in the dways-
contentious world of Georgian politics, the organization was widdy viewed by the
public as a trusted non-partisan advocate for their right to afree and fair eection.

On dection day, ISFED sent more than 3,000 newly-trained monitors to observe the
polling dations in addition to conducting a nationwide Pardld Vote Tabulation
(PVT), the resllts of which were widdy publicized. Throughout the day,
disstisfaction amongst the public grew as the monitors reported an incressng and
subgtantid number of violations. This was compounded when discrepancies found
through the PVT - which were in direct conflict with officid results — were announced
throughout the day. It was these activities that formed the very bads for public
demondration that culminated in the resgnation of the Shevardnadze Government,
referred to as the Rose Revolution.

Findly as a result of the ISFED clam filed a& the Georgian Supreme Court on the
grounds of dection fdony, the Court officidly annulled the results of the November
2003 elections.

It should aso be mentioned that due to the outstanding performance of IFED during
the 2003 Elections, the Director of ISFED was appointed by the new Government of
Georgia as the Chairman of the Centrd Election Committee.
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GEORGIA SUCCESS STORIES, JANUARY-JUNE 2004

STRATEGIC OBJECTIVE 1.31: Accelerated Development and Growth of Private
Enterprises to Create Jobs

As a direct result of the Credit Information Bureau (CIB) program implemented in
September of 2002, the Credit Bureau Working Group was created in 2003. In 2003 and
into 2004, the USAID-funded GEGI program worked with the group on finalizing the
details of creating and implementing a CIB.

In July 2004, the working group and the GEGI legal team amended the draft law on
CIBs. The National Bank of Georgia (NBG), among other stakeholders in the industry,
is fully supportive of the idea and sees no obstacles to the creation of a CIB beyond the
agreeing-to basic principles and draft law to establish a CIB. It is now expected that CIB
can become operational from January 2005.

Following the Alternative Dispute Resolution (ADR) training program in May of 2003
and the ADR follow-on activity the following winter, the ADR Working Group formed
as a result of the program continued functioning under the coordination of the GEGI
Project. In May 2004, draft articles on the establishment, protocols and operational
procedures for ADR were reviewed by the working group, and from May to July, a series
of the ADR stakeholders meetings were held with the participation of GEGI, APLR,
GTZ, and World Learning, among others. Through these meetings, the Working Group
achieved consensus on the enforcement mechanisms for arbitration awards, and the
recommended changes are now being incorporated into the draft law. The GEGI team
also held meetings with the legal committee of Parliament to finalize a strategy for
passing a law on arbitration — the first of its kind in Georgia.

It is planned to submit the final draft law to the Parliament in September 2004.

Though a draft law on Bankruptcy procedures was finalized and readied for submission
to the Parliament by the working group weeks after the Bankruptcy Procedures training
program was completed, political events during the fall of 2003 pre-empted its
submission.

Currently the GEGI Project coordinates the Bankruptcy Initiative Working Group,
which is based on the Bankruptcy Procedures training program participants. The
Working Group held its first meeting (under GEGI) in June 2004, agreed on the end
result (an efficient, credible and accepted system) and elaborated an action plan covering
enhancement of the legal framework, training, and awareness campaigns.

It is expected that the draft law will be submitted to the Parliament of Georgia in early
fall 2004.

STRATEGIC OBJECTIVE 2.2: Legal Systems that Better Support Implementation of
Democratic Processes and Market Reform

The IT Training for Ministry of Justice Staff program was conducted in Moscow,
Russia in March 17 - Aoril 4. 2003 and in November 4 —28. 2003 for the emplovees of
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Information Services Department of the Ministry of Justice. Upon return, the Head of
the Department reported the following positive changes that were undertaken as a
direct result of the training program:

The Information Services Department of the Ministry of Justice — the department
responsible for gathering, processing and disseminating electronic versions of
Georgian normative acts - created a new program for processing information. The
program considers division of work load and responsibilities not only among the
employees of the Information Services Department of the Ministry of Justice, but
also among different structural units of the MoJ. In addition, the program provides
an opportunity to comprehensively monitor all operations. This approach has
established the necessary efficient control mechanism for security of documents,
information and work processes;

The new website of the MoJ will be launched in the very near future;

As concerns computer network and technology services of the MoJ, the system of
registering implemented operations during the working process was also improved,
providing for an opportunity to conduct statistical analysis of usage and
problematic incidents in the computer system to avoid repetition of such
incidents/failures in the future.

STRATEGIC OBJECTIVE 3.4: Catalyze Improvement of Social and Health Services
in Targeted Areas

The Workshop on Sampling and Analysis for HIV Surveillance Surveys was held
in September 10 — 17, 2003 by the Family Health International regional office in
Bangkok, Thailand. The program intended to contribute to the improvement of
HIV/AIDS epidemiological surveillance as well as the prevention and spread of
HIV/AIDS. Upon return to Georgia, participants accounted for the following
accomplishments and cited knowledge and experience gained during the workshop as
one of the major contributors to their achievements:

Adoption of HIV/AIDS new surveillance methodology among drug users in the
State Research Institute of Addiction;

Improvement of research technology for prevention of HIV and risky behavior
among drug users to be conducted through partnership with NGO Bemoni and
Save the Children. Preparation phase of a research utilizing such an improved
methodology is currently underway; the research itself is scheduled to take place in
September/October 2004. Due to exposure to new trends and methodology in
Bangkok, the research will be carried out with more accuracy and reliability, which
is important step in itself to plan HIV/AIDS prevention and treatment policies in
the country;

Improvement in the methods of conducting epidemiological surveillance of drug
users, as well as planning and conducting epidemiological research in Georgian
penitentiary system among detainees, aimed at identifying the extent of drug
addiction and risky behavior existent;

One of the participants (Ms. Khatuna Todadze of the State Research Institute of
Addiction) was delegated the responsibility of managing epidemiological research at
the State Research Institute of Addiction.
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Success Storiesreported under START/PTP
April —June 2004

Albania— PTP

Type of Intervention: Third Country Training
Training Intervention Title: Energy Provison in Albania Gets aBoogt from Training
in Denmark

Group Training Event Name: Combined Cycle Therma Power Plant Technology

Participants: 10

Participant #1 Identification:

First Name: Besm

Last Name: Idami

Title: Charman

Organization: Nationd Agency of Energy
Sending Country: Albania

Gender: Mde

Strategic Objectives. 4.1: Specid Initiatives
I ntermediate Results: 4.1.1: Energy Policy Improved

I ntervention Provider: Per Jorgensen and Frederik Kjerulf
Ramball, Hannemann & Hojlund A/S

Address. Teknikerbyen 31, DK -2830 Virum, Denmark
Te/Fax: +45 4598 8300 / +45 4598 8540
Emsll: pei @ramboll.dk and fsk@ramboll.dk

Dates of Training Intervention: 1/11/04-1/18/04
L ocation of Training I ntervention: Denmark
Fied(s) of Study: Energy

Context:

Adequate energy generdion, transmisson and didribution are essentid for growth and
development in every country. In June 2003 the government of Albania gpproved a
Nationa Energy Strategy whose ultimate goa is to provide 24 hours of dectricity to dl
areas of Albania by 2008. In order to accomplish this objective, the Albanian Nationd
Agency of Energy of the Minisry of Indusry and Energy, KESH (the State dectric-
energy corporation) and the Didrict of Vlora worked very closdy with USTDA and
USAID to complete a bankable project for the congruction of a Combined Cycle
Thermd Power Plant (CCTPP) in Viora The power plant will be the first part of a 200
hectares energy park that will include oil by-product storage facilities, an AMBO pipeine
and an energy sub-gation. This new energy park will not only dlow for increased energy
generdion, but also for more efficient management of the energy produced.



Prior to condruction, an Environmental Impact Assessment sysem had to be established
to monitor environmentd conditions and to minimize the environmenta impact of the
gation on the surrounding area.  The find phase was the preparation of tender documents
for the procurement of the engineering contract. This step presented consderable
chdlenges for Albanian engineers. Electricity generation in Albania has been based in
hydro power plants, thus there are very few Albanian specidiss who are experienced
with CCTPP technology and none had experience with indudtrid dte planning required
for this project.

Description of the Training:

Ten participants, including individuas from the Nationd Agency of Energy (NEA), the
advisor to the Miniser of Energy, the Chief of Cabinet of KESH and officids from the
Vlora Didrict took part in a study tour managed by World Learning and facilitated by
Ramboll in Denmark. The training was designed so that participants could see as much as
possble of the technicd aspects of combined cycle thermd power plants in Denmark.
The sudy tour included vidts to eght different plants and enabled participants to
understand the technica aspects of the power plants as well as see the practica
goplications of different dements of the plant. The training introduced participants to the
technologies currently in use in Scandinavia and included a sesson for participants to
develop action plans for the gpplication of techniques learned in Denmark upon return to
Albania

Organizational Objectives

The traning program was desgned to familiaize paticipants with the practicd
goplication of various dements and technologies associated with a combined cycle
therma power plant. Participants gained hands-on experience identifying the operaion of
the command room for the man plants, the technology of the dectrica subgation, and
the types of land planning required for an industria energy zone as wdl as knowledge of
the effective sysems for mantaining the plant and energy zone. Through various Ste
vidts the traning qudified participants to compare and contrast the operation of different
combined cycle thermd power plants that are working in the regiond dectricity market
NORDEL (Denmark, Sweden, Norway and Finland).  This training aso taught
participants how to cary out an environmenta impact assessment during the various
phases of congtruction and operation, as well as how to use the equipment to monitor the
ar and ground emissions of atherma power plant.

Outcome of Training Intervention

As a result of the training intervention, participants were able to creste a database and
effectively evaduate international tenders for the condruction of the CCTPP in Vilora. In
addition to facilitating the condruction of the power plant and planning for the energy
park, the training adso greatly increased motivation not only among those who attended,
but dso among the loca people involved in the set up of the plant. Whereas some were
skepticd of the feashility of this new type of power plant that has never before been used
in Albania, the Denmark training proved that therma power plants are indeed a viable
means of generating dectricity in Albania Locd individuds in the area of Vlora now
regularly monitor humidity, temperature, wind speed and CO, emissions at the proposed
condruction gte usng knowledge gained by those who atended the Denmark training.



This information will be used to creste a basdine scenario for the Environmental Impact
Assessment.

Analysis

The Denmark traning was indrumentd in giving the paticipants hands-on experience
with the technologes to be implemented in the Vlora Power Plant. Without this training
there would have been no Albanian dectricd engineers qudified to evauate the
proposds submitted through internationd tender for the condruction of the plant. The
traning fadlitated development of human capitd in the energy sector by dlowing
Albanian energy experts to learn and build upon Danish experience in the field of CCTPP
technologies.

What Next?

The Nationd Agency of Energy is currently working to move the focus of energy
improvement from the nationd to the locd scde Energy engineers presently rely on
national averages and do not have accurate data for the needs of each region. To address
this chalenge, the establishment of Energy Offices in each of the 12 regions is necessary
to report on the specific energy needs for each sector (household, service, indudtrid,
transport and agriculture). The proposal for the establishment of these 12 Energy Offices
is expected to pass in paliament by July 2004. Individuds capable of directing these
offices have dready been identified; however, they will need additiond training to learn
how to monitor energy and environmenta needsin their arees.

Testimony

In an interview with Mr. Besm Idami, Charman of the NEA, he emphasized tha the
traning was extremdy useful because it dlowed participants to have “the best view
possible’ of CCTPPs and that after extensive reading and research before departure, they
were able to connect theory to practice. “We have al read this 1,000 page study, but
being able to actudly see to visudize the practical application, has been immensdy
useful.” He dso added that one of most postive aspects of the training is that “there is
now more motivation and involvement among the loca people those who were skeptical
before are now redly convinced and committed to the project. Without people beieving
itispossble, it isnot possible”

ed/ AR 7/7/04

Summary

It was as a direct result of a training program in Denmark that a group from the Netiond
Agency of Energy (NAE) has been able to issue a tender for the congtruction of a thermal
power plant. The training not only gave the engineers the skills to be able to evauate the
proposals, but dso taught them how to conduct an environmental impact assessment of
the project, which has led to far greater support for the congtruction of the plant,
particularly among the loca population. The Charman of the NEA says, “Being &ble to
actudly see...the practica application has been immensdly useful.”

Bosnia— PTP

Type of Intervention: TCT



Training Intervention Title: Returned Bosnian Participant Revamps Municipd
Sarvicesfor Citizens and Trains Employeesin One-
Stop- Shop Techniques

Group Training Event Name: Improving Adminigrative Efficiency a Municipa
Levd 1

Participant | dentification:

First Name: Alma

Last Name: Jeftic

Title: Head of Adminigtration Department

Organization: Municipdity of Zenica

Sending Country: Bosnia and Herzegovina

Gender: Femde

Strategic Objectives: 21 A More Participatory, Inclusve Democratic

Society

I ntermediate Result: 2.1.3 More Responsive, Transparent and
Accountable Governance

I ntervention Provider:

Provider #1. LEMTECH Konsulting sp. z 0.0.
Dates of Training: 9/21/03-10/2/03

L ocation of Training: Krakow, Poland

Field(s) of Study: Municipa Government

Context:

The incredible changes Bosnia and Herzegovina has encountered during the past decade
have compounded along-standing reliance on government to provide services to the
public. The Dayton Agreement, which was ingrumental in ending the war, has caused
consderable uncertainty among the public over who is responsible for what in
government. There is widespread confusion over service ddivery with duplication and
inefficiencies between some leves, and complicated gpprova and apped s procedures
that have created a Stuation where accountability is very difficult to assgn. Thishasled
to awidespread and overwheming lack of faith in the current government structure and
the feding of helplessness to do anything about it. This attitude permesates dl segments of
sodiety, including well-educated and successful business owners and even government
officids. Government must be encouraged and asssted through training and incentives
to be more respongive to its citizens, and the public’s atitude towards government must
change.

Asapart of itswork addressing these needs USAID/BIiH has initiated the Loca
Government Support Activity (LGSA) in northern BiH, and the Municipa and Economic
Deveopment Project Initiative (MEDI) project in Centra BiH, with the following
objectives.



-Dramaticdly improve customer service profiles and the adminigrative and management
systems of selected municipa governments in northern BiH

-Improve professona development and information dissemination functions of selected
loca governments as a group

By the end of the projects the selected governments will function subgtantialy better and
provide superior service, with both citizens and bus nesses registering increased
satisfaction with municipd inditutions. Loca governments will share information
through regularized channds and will be open to cooperation with other municipdities.
In the longer term, local governments will be better able to advocate for necessary
adminidrative and legidative changes.

Description of Training Intervention

Ms. Jeftic participated in a 1.5 week training program in Poland provided by LEMTECH
Konsulting. The course, “Improving Adminigrative Efficiency & Municipa Leve 17,
was built around vists to medium-sized municipdities that have recently gone through
reengineering designed to make local government more efficient, more customer-
friendly, and more transparent. Municipdities with dready-exiding “one-stop shops’ or
consolidated service centers were highlighted. This training program, through tailored
sessions, meetings, round table discussion and, particularly, Site vidits, helped participants
to get ingghts into process engineering, organizationd design, and workflow andysis
undertaken as part of reengineering efforts. The training was focused overwhdmingly on
practical, red-world gpplication. Specific topicsincluded: Stuation of
department/municipality prior to reengineering; process by which reforms were
formulated; implementation strategies utilized and chalenges encountered during
reengineering; the human resources dement in the reform process, and the Stuation after
reengineering with particular focus on customer satisfaction.

Organizational Objectives

The program took participants to observe the changes implemented and the
improvements redized in medium-szed municipditiesin Poland. Asthe result of the
training program the participants will be familiar with specific techniques and strategies
used to improve adminigrative efficiency; understand basic political and bureaucratic
dynamics required for reform; have a strong appreciation for customer-centered service,
and be confident in undertaking adminidirative reform / process efficiency effortsin ther
own municipdities.

Outcome of Training I ntervention

Although the participart found al the vigts to the municipditiesin Poland ussful, Ms.
Jeftic congdered the municipality of Bjelsko Bjaaas the best modd for Zenica, the
municipdity where she is Head of the Adminigtrative Department. The Sze, population,
natural resources, economy, and the fact that Bjasko Bjaa has been organized according
to 1SSO stlandards, the god the municipality of Zenica strivesto achieve, were dl
comparable. A plan for establishing a one-stop-shop in the municipdity of Zenica
aready existed, and an Information Desk, asitsfirst dement, was dready established to
provide information and to refer citizens to respective departments. In Bjasko BjdaMs.
Jeftic redlized that little effort would be required to expand the role of the Information
Desk into the primary source of information for al municipa departments. Upon her



return she accderated the implementation of her Action Plan by initiating the immediate
improvement of the Municipa Information Desk Service so that it is now dectronically
connected with other Municipa Departments. This means that a customer gets accurate
information on the status of their case handled by any Municipa department in the
network, a any given moment, at the Information Desk. Her observation of
municipditiesin Poland aso showed that every help counter in a one-stop-shop should
be able to provide dl municipa services rather then being speciaized for certain types of
sarvices. Thenext gep initiated by Ms. Jeftic in the reengineering of municipa services
for Zenicawas organizing training and education for dl the aff to perform the different
types of municipa services provided in aone-stop-shop. Asaresult, al the municipa
daff are now equaly equipped with the skillsto respond to dl customers requestsin a
timely manner. Her efforts dso led to improved human resource management in the
municipdity by introducing a permanent taff education program, and a more equitable
staff workload on adaily basis. Ms. Jeftic redized that the form and décor of a one-stop-
shop isavery important part of modern and professona customer service ddivery. The
recondruction of the countersin the Zenicamunicipaity led not only to improved service
but dlso to creating a pleasant environment for both staff and the public.

Analysis

Ms. Jeftic is certain that the knowledge and experience that she gained during the
program, and the vidts to one-stop-shops in Poland, helped her immensdy in achieving
the above stated outcomes and improvements.

What Next?

A lack of funding has prevented the connection of al Municipa departments to the
Information Desk, so the next step will be extending the computer network to al
Municipa departments and purchasing a scanner.

Testimony
“The experience from the program was extremey useful in hdping us to increase
efficency and customer satisfaction.”

ed/ AR 6/17/04

Summary

The Head of Adminidratiion in the Municipdity of Zenica spesks highly of a training
program in Poland that she took pat in: “The experience from the program was
extremdy usgful in hdping us to increese efficdency and customer satidaction” Basd
on the modd she obsarved, she has introduced some mgor changes, including linking
dectronicdly dl the Municpad Informatiion Help Desks to adl Municipd Departments.
This sysem of one-stop-shopping has naturdly resulted in an enormous improvement in
sarvice to the public.

Bulgaria— PTP

Type of Intervention:



ICT (Smadl Grant)

Training Intervention Title: Training and Grant Lead to First Internet Club in Bulgarian
Roma Didtrict

Group Training Event Name:

ICT: RomaBusness Training I
SG: Creating of Internet Club-Caféin RomaDidtrict “Nov Put,” Vidin (SG4-06)

Participants:

Participant #1 | dentification:

First Name: Hristo

L ast Name: Penchev

Title: Owner

Organization: “Denis-Hristo Penchev” SP
Sending Country: Bulgaria

Gender: Mde

Strategic Objectives: 2.1: Increased better-informed citizens participation in public
policy decison making

Intervention Provider: Agency for Regiona Economic Development and Invesments
(AREDI)
Datesof Training Intervention: 11/18/02 — 11/24/02

L ocation of Training I ntervention: Dobrich, Bulgaria
Fidd(s) of Study: Minority Rights

Context

Training supported the efforts of Partners Bulgaria Foundation (PBF) and the Bulgarian
Roma community to stimulate economic development in the towns of Lom, Vidin and
Kjustendil through increasing Roma business skills, thereby increasing the potentia for
successful Roma businesses and a more conducive environment for ethnic integration.

Description of Training Intervention

The program included work on basic economics, the Bulgarian small business sector,
entrepreneurship and genera business start-up in Bulgaria, busness skills, and financing
agmd| busnessin Bulgaria

Organizational Objectives

The trainees were expected to devel op the skills, knowledge and awareness necessary to
increase their potentia to become active playersin loca businessin their communities,
thereby making a contribution to improved economic conditions.

Outcome of Training I ntervention
After histraining, Mr. Hristo Penchev applied for, received and implemented a grant to
establish an Internet club in the Roma neighborhood “Nov Put” in Vidin. The club was



officdly opened on 24 February 2004. The grant was used for the purchase of technica
and other equipment, including five computer systems, and aso for ddivery of free
training courses for the young people in the neighborhood — a total of 20 people have
aready participated in computer education courses.

The club offers computer and Internet training and services (Internet access, typewriting
and printing documents; scanning and copying services, e-mal, games for children, etc.)
for the locd population of 12,000 Roma. The number of Internet club visitors per day has
reached 30-40 people. A great number of clients use the services to search and apply for
jobs, therefore one of the specid services that the club providesis assstance in writing a
CV.

Analysis

Using new business planning skills that Mr. Penchev gained during training he was able
to assess dl agpects of his business idea and apply successfully for asmal grant. The
grant alowed him to achieve the main god of hisaction plan -- the establishment of an
Internet club in hisresdentid area. The dub isthe first place of itskind in the Vidin
Roma neighborhood, and represents a gateway to the outside world and avauable
resource of new ideas and opportunities for persond development of the Roma people
living there.

What Next?
Hristo Penchev is determined to further develop the technica equipment in the Internet
club and to continue training people from the neighborhood on how to use information
technologies.

ed/ AR 7/8/04

Summary

Following atraining program on Small Business sart-up, a participant was awarded a
amall grant to open an Internet Club in the Roma neighborhood in the town on Vidin.
Currently 30-40 people vist the club each day, taking advantage of the previoudy-
unavailable Internet training and services

Bulgaria— PTP

Type of Intervention:
TCT (Smdl Gran)

Training Intervention Title: Bulgarian Grantee Develops New Marketing Tool to
Promote Haskovo Municipdity

Group Training Event Name:

TCT: Municipd Marketing Policy

SG: Haskovo.bg: Fostering Economic Development, Tourism, and Empowering Our
Citizens (SG4-09)

Participants:



Participant #1 | dentification:

First Name: Pavlina

Last Name: Paseva

Title: Director of International Relations & Protocol Department
Organization: Haskovo Municipdity

Sending Country: Bulgaria

Gender: Femde

Strategic Objectives. 2.1: “Increased Better-informed Citizens Participation in Politica
and Economic Decison-making”

Intervention Provider:
Training provider #1: Partnersfor Loca Government, Poland
Training provider #2: Inditute of Public Adminigtration, Ireland

Dates of Training Intervention: 09/15/02 — 09/29/02
L ocation of Training I ntervention: Poland and Ireland
Field(s) of Study: Loca Government

Context

Training was designed to expose 12 representatives of smal Bulgarian municipalities
(including mayors, finance officers, tourism and PR specidists) to successful models of
municipal marketing in Poland and Ireland. The group aso included two members of the
Foundation for Loca Government Reform staff as the program was in support of this
organization's long-term effortsin the area of locad government and more specificdly in
the area of municipad marketing.

Description of Training I ntervention

The training program was a vauable combination of a one-week training programin
Poland followed by another week in Ireland, both offering theoretica presentations and
gtevidtsto various municipdities. The god at both training locations was to observe
municipal marketing strategy in action, gpproach to investors, work with trade fairs and
exhibitions, modds of industrial parks, and business incubators with a focus on proactive
marketing of amunicipality or awhole country region.

Organizational Objectives

A focus of the training program and participants  action plans was identification of the
seps that amunicipdity and local key players need to take in order to develop a
comprehendve municipa marketing policy.

Outcome of Training Intervention
After training, Ms. Paseva gpplied for, received and implemented a PTP small grant to
develop awebste of Haskovo Municipdity to foster investment in the region.

The primary god of the grant was to strengthen the marketability of Haskovo
municipdity to investors, tourists and its own citizens. The specific objectives of the



grant were: development of a Site that enables tourists to explore regiond culturd sites
and activities, improve the opportunities for citizensto participate in municipd affairs
through increased trangparency of the municipa adminigtration work; and promation of
the site. The three target groups thet directly benefit from the grant are the citizens of
Haskovo (population 99,000), investors who need information on the municipaity, and
tourists and potentid vigitors to the region.

The final grant outcome was a devel oped web site (www.haskovo.bg), which servesasa
strong marketing tool for Haskovo to attract investors, augment tourism devel opment,
and improve communication between local government and citizens. The Site is meant to
provide timdy information, empower citizens, ddliver services, encourage interaction and
promote the region. The Site contains three main sections: (a) economic development
(this section offers potentia investors the opportunity to communicate with key contacts
and to search databases of available properties, interactive area maps and online forms,
and provides information about new municipa programs, satistics, loca busness
directories, municipa investment opportunities, business taxes, labor laws and other
gpplicable information potentia investors may need both at state and local leve); (b)
tourism (this part enables tourists to explore regiona culturd Stes, events and customs,
and makes available tourism maps and information on loca accommodation and
restaurants); and (c) information for citizens (which offers online forms and directions for
various municipd taxes, contact information for dl municipa departments, current job
bids, guidance on how to start a new business, tax information, community event
caendars, and municipa council meeting minutes). The Haskovo website was promoted
through links to www.haskovo.bg on the Sites of the Bulgarian investment agencies and
registering haskovo.bg with numerous search engines to ensure a high ranking in search
deliveries.

Analysis

Thevigtsto municipaitiesin Poland and Ireland disclosed practices in marketing thet
are not widdy used by the Bulgarian municipaities. Ms. Pasevawas ableto learn
firsthand how to present essentid information to investors and tourists. Through the grant
Ms. Paseva reproduced in the Bulgarian context one of the successful marketing
techniques of the municipdities visited during training. Before the grant award Haskovo
municipality used only paper brochures to convey information to potentid investors and
the main communication tool between the municipal adminigtration and citizens was

loca news media, which were not the most efficient methods of increasing citizens
participation and simulating foreign investment. The grant resulted in the creation of a
municipa web sSte, which is an effective marketing instrument to foster economic
development in the region, support tourism development, and give Haskovo citizens the
opportunity to become part of the local government and encourage their involvement, as
well as help them to develop their persond capacities.

What Next?

The Haskovo website serves as a guide for al the target groups and this guide needs to be
updated frequently according to the information changes. Ms. Paseva s team will keep
updating and enriching the ste with reliable and red-time information. Thereisasurvey

on the site requesting feedback and the grant team is able to monitor and revise the Site
with information requested through this feedback.
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Summary

Following on from atraining program in Poland and Irdland in municipa marketing, the
director of internationd relaions for the municipaity of Haskovo has used asmadl grant
to develop amunicipa web ste (www.haskovo.bg). This has proved to be ahighly
effective ingrument for gimulaing investment in the region, for developing tourism, and
for improving communication between the local authorities and the local population.

Bulgaia— PTP

Type of Intervention:

TCT (Smdl Grant)

Training Intervention Title: New Organic Honey Products on the Market in Bulgaria
Group Training Event Name:

TCT: Organic Honey Producers Association
SG: Elaborate New Honey Products and Promote Organic Honey in Bulgaria (SG4-02)

Participants:

Participant #1 | dentification:
Firs Name: Vdei

Last Name: Takov

Title Owner

Organization: ZET Ltd.
Sending Country: Bulgaria
Gender: Mde

Strategic Objectives: 1.3 Acceerated Development and Growth of Private Enterprises
in a Competitive Environment

Inter mediate Result: 1.3.2. Improved Business Performance of Target Private Sector
Industry Clugters

Intervention Provider: CFPPA Training and Trade Facilitation
Datesof Training Intervention: 06/16/02 — 06/27/02

L ocation of Training I ntervention: France

Fied(s) of Study: Business

Context

Training supported the first Bulgarian Association of Organic Honey Producers, whichis
based in the town of Elena, Veliko Tarnovo region. The problems faced by the honey
industry (such as out-dated production techniques and lack of international contacts,
exposure and cooperation) were the grounds for organizing atraining program for a



group of Bulgarian professiona beekeepers (members of the Association) to study the
French experience in honey production and association management.

Description of Training I ntervention

Training objectives regarding marketing were addressed through lectures and
presentations on marketing tools and the commercia policy for honey supply, while
vigtsto outlets for direct sale of agricultural products, department stores and the
marketing cooperative “ France Mid” served to support the practical needs of training.
The practica aspect of the program was further developed by visitsto bee farms for
production of conventiona and organic honey, pollen and royd jdly.

Organizational Objectives

In order for the association to become stronger and more effective, members needed to
learn about EU requirements for organic honey production and distribution, and aso to
learn from the experience of aSmilar association about management, marketing and
certification of products. These objectives gpplied to the individua honey producersin
the group as well asto the association in generd. In addition, possible trade linkages and
partnerships between Bulgaria and France in the field of organic beekeeping were
desired.

Outcome of Training I ntervention

After training, Mr. Tskov gpplied for, received and implemented a PTP small grant to
develop and introduce new honey products on the market leading to increased income for
honey producers in Elenaand other locations.

After in-depth research of the Bulgarian market, five new organic honey products were
developed and introduced on the nationd market (organic honey from ElenaBakanin a
honeycomb; organic liquid honey from Elena Bakan; organic honey from Elena Bakan
with royd jdly; organic honey from Elena Balkan with bee pollen; and natural bee
pollen). The new products, which demonstrated Mr. Tskov's advancementsin
packaging, are currently available in more than 40 supermarkets, pharmacies and
hedthfood stores.

The products were officidly presented at the Pleven 2004 Apiary Internationd Fair in
February 2004. Since honey, bee pollen and royal jelly contain dl the substances vitd for
humean living and the new products have high nutritiona vaue, they have gpped to
traditional consumers of honey products and aso to new customersin Bulgaria.

Mr. Tskov's company has expanded its product range, increased its number of clients
and improved its production competitive advantage on the domestic market. Based on
sdes of the new products so far and on marketing forecasts for future development, the
expected annua increase of Mr. Takov's company is approximately 20% (35000 BGN).

Analysis

Training enriched Mr. Tskov's knowledge about the EU practices and requirements for
packaging, labeling and indicating organic produce, and provided him with new skillsto
increase the qudity and diversity of products. The action plan he developed during
training included development of the new honey products described here, and their



creation was made possible with the PTP small grant. The grant contributed to new
productive business partnerships, increased income for local beekeepers, and
development of an entirely new branch of apiculture aimed at the production of pure and
headthy products. Finaly, the grant helped honey producers to improve their marketing
and increase the competitive potential of honey productsin Bulgaria

What Next?

Mr. Tsikov plansto develop a considerable marketing campaign of the new products: he
intends to design, print and distribute brochures with specific information on the honey
products, as well as to develop awebsite with educational and commercia sectionsiniit,
including an online order submission option.

ed/ AR 7/8/04

SUmmary

A training program was managed in France for beekegpers, members of the recently-
established Bulgarian Association of Organic Honey Producers. One of the participants,
the owner of a honey-producing company, received asmall grant to conduct market
research. Asaresult, he has introduced five new honey products into the local market,
and isforecasting annud growth for his company of 20%.

Croatia— PTP
Type of Intervention: UST
Training Intervention Title: Center for Mediation Established by the Croatian

Chamber of Crafts and Trade
Group Training Event Name: JAMS Mediation Training

Participants. 10

Participant #1 | dentification:

First Name: Suzana

Last Name: Kolesar

Title: Court of Honor Judge

Organization: Croatian Chamber of Trades and Crafts
Sending Country: Croatia

Gender: Femde

Strategic Objectives. 1.3: Growth of adynamic and competitive private sector
Intermediate Result: 1.3.3.1 Business Friendly Lega and Regulatory Environment
Intervention Provider: Carr Falkner and Swanson

Dates of Training Intervention: 9/20/03-9/27/03



Location of Training Intervention: LosAngdes Cdifornia
Field(s) of Study: Law
Context

One component of the Commercid Law Reform Project, implemented by Booz Allen
Hamilton, was to focus on introducing aternative dispute resolution to Croatia in order to
quickly resolve disputes and esse the burden on the court system. Quick resolution of
disputes will increase the confidence of investors in the integrity of systems to support
private enterprise development, easng the backlog of cases in the court system, and
thereby stimulate the economy. To improve investor confidence, the Commercid Law
Reform Project initiated a program to develop Croatia's capacity to mediate disputes, by
supporting the developing of mediation centers and through the training of mediators.
Mediation centers asss members in resolving disputes quickly, reducing the number of
casesfiled in courts

Description of Training Intervention

Carr Fakner and Swanson (CFS) established a mediation practicum to meet USAID’s
gods and objectives with the assstance of the Los Angdes County Bar Association and
the LA offices of Judicia Arbitration and Mediation Services (JAMS). The practicum
congsted of an advanced mediation training seminar, observations of actuad commercid
mediations conducted by experienced mediators, and administrative and operationa
mediaion center indruction and training.

Los Angeles was selected for the practicum because LA iswidely recognized asthe
center of commercid mediation activity in the United States.  There are more mediation
providers and practitioners mediating casesin LA than in any other city in the world.
The largest provider in LA isJAMS.

USAID requested that the program include “the principles of mediation and the
techniques and skills required for successful mediations.” CFS had the participants
review the stages of mediation and mediator skills. In order to maximize learning
objectives for the participants, the program began with atwo day advanced training
seminar offered by the Los Angeles County Bar Association (LACBA) and instructed by
one of the United States' foremost commercia mediators. After abrief review of
mediation principles, the participants received training in mediation skills to reinforce the
presentations by CFSin Croatia.  The seminar covered advanced communication kills,
including active listening, reading body language and NLP (neurologigtic programming,
i.e., developing effective people reading and communications competencies), aswdl as
some cross-culturd work to augment the seminar.  The seminar also focused on
settlement skills, negotiation Strategies, didtributive bargaining (“podtiona” bargaining),
tipsfor "closing the dedl," strategies for using structured settlements and annuities to get
to closure, and the "parade of horribles' (costs of litigation and generd BATNA
exploration). The Croatian mediators were trained with seasoned professond
mediators, new mediators, tria lawyers and nonlawyer mediators. The Croatian



mediators were dso afforded the opportunity to spend time discussing mediation topics
and issues with the ingtructor aswell astheir US colleagues.

CFS and JAMS designed a mediation obsarvation program and an adminigrative training
program for the Croatian mediators.  The Croatian mediators, usudly in pars, would gt
in on an actud mediaion. They dgned the dandard confidentidity agreement, dong
with the paties and other participants. They were then brigfed in advance by the
mediator about the case and discussed mediator dSrategies privately with the mediator
during the mediation.  All participants agreed that the opportunity to observe mediators in
action was the professond highlight of ther vist.

For the observations, some of the group went to downtown LA, while the others went to
Orange County. The Croatian mediators in Orange County observed an insurance-
coverage mediation sesson between a European insurance company and a Cdifornia
beverage didributor. The Orange County participants dso were able to meet with the
mediator before the mediation, and discuss and observe his preparations.  The
participants saw the complete mediation, including caucuses, and afterwards had an
opportunity to debrief the mediator on techniques he used to bring the parties to
Settlement.

Organizational Objectives

The Croatian Chamber of Trades and Crafts (CCTC) is an independent professiond
busness organization of tradesmen, founded with the am of promoting, coordingting,
and representing the joint interests of tradesmen. At the county leve, there are 20
County Chambers joined in CCTC and 111 tradesmen associations. The Court of Honor
conducts proceedings on the violation of far busness practices in the peformance of
trades, non-performance of members duties, etc. Ms. Kolesar is completely independent,
with complete respongbility to organize the commisson of the court. In addition, she
leads pre-tral proceedings, and gtrives for a settlement between parties in a dispute.  She
is the only person professondly employed in the Court of Honor in the Chamber, and
prepares al decisons and regulations.

Outcome of Training I ntervention

Ms. Kolesar's Action Plan, developed for the training program, dsated that upon
completion of training she intended to found a Center for Mediation within the Chamber.

She planned to manage the Center and dso work as a mediator. In July 2004 Ms.
Kosdlar achieved her goa and founded the Center. In a presentation to launch the
Center, the Minister of Justice pointed out that in the US over 90% of disputes are solved
through mediation. In her presentation Ms. Kolesar sated, “Its dl about dternative
dispute resolution or mediation tha is very usegful in conducting business, especidly in
regard to saving money and time.  The parties will be able to use the services of efficient
and professond dispute resolution mediators, for those cases dready at court as well as
those that can not be solved by the parties alone.”

Analysis



The Participant Training Program conducted by CFS complimented the technica
assgtance of the Booz Allen Hamilton Lega Reform Project, and enabled the participant
to receive advance training on mediation, to see mediaionsfirst hand, and to learn more
about the structure and function of organizations conducting dterndtive dispute
resolution.

What Next?
Ms. Kolesar is gpplying for a PTP Small Grant to support her work.

ed/ AR 8/2/04

Summary

As a direct result of a training program in commercia mediation that took place in Los
Angdes (the center of commercid mediaion activity in the US), a Center for Mediation
has been edablished in Croatia, within the Chamber of Trades and Crafts.  Croatian
companies will now, for the firg time, be ale to use the sarvices of eficent and
professond disoute resolutions specidids, falowing US practice where over 90% of
commercid disputes are resolved through mediation.

Macedonia- PTP

Type of Intervention: UST
Training Intervention Title: Entrepreneurid Management Training Leads to US
Business Relationships for Macedonian Animation Studio

Group Training Event Name: Entrepreneurid Management Training in Animation

Participants.

Participant #1 | dentification:
First Name: Kridijan

Last Name: Danilovski

Title: Managing Director
Organization: HHH

Sending Country: Macedonia
Gender: Mde

Strategic Objectives: 1.3: Acceerated Development and Growth of Private Sector
I nter mediate Results: 1.3.2: Private Sector Firms More Competitive

Intervention Provider:

Internationa Diplomacy Council, San Francisco, CA
Internationa Vistor Council of Los Angdles

Dates of Training Intervention: 10/11/03 — 10/25/03
L ocation of Training I ntervention: San Francisco and Los Angdles, Cdifornia



Field(s) of Study: Busness
Context

This training supported a private company HHH, a smal computer animation production
dudio in Skopje with a sadlite office in Belgrade, Serbia The company has fird-class
cgpability in commercid production, film specid-effects, 3D animation, and live-action
production. They have been in operation for over four years, during which they have
crested an impressve body of work, outfitted their fadlities with qudity equipment and
taent, and stayed wdl informed on the state of their field of business.

HHH had been experiencing a dynamic and sustained rate of growth from its foundation
in 1997 until 2001. After doing some market research, however, it concluded that it had
practicaly reached the pesk of what is redidicdly achievable on the Macedonian
market. Furthermore, it assessed that any market ingability could prove fad for the

company.

Reorganization and adaptation to expand and adapt to broader world markets became a
must for HHH. The only other dternative was to downsize the company to a scde
meseting loca demand only. However, HHH did not want to condder that dternative.
Instead, it chose to seek clients outsde Macedonia. This meant that the company needed
quick restructuring into three in-house departments that could demondrate their surviva
independently while supporting each other in order to manage the turbulent times ahead.

Description of Training Intervention

The dudy tour included a sructured training program that taught the participant about
vaious management systemg/dructures within his fidd in the United States This
component was heavily supported with Ste vigts to companies in San Francisco and Los
Angdes. In addition, this was the company's first practica contact with US markets, and
the training provided HHH with useful modes to adapt its structure, HR and approach to
project management to the demands of foreign clients.

Organizational Objectives

Mr. Danilovski had requested that one of the goas of the training be exposure of HHH to
the largest potentid market for its services, i.e. the US market. He learned what clients
wanted there, and assessed how HHH could get part of the business based on its own
competitive advantages. During the training, HHH needed to meet potentid clients, as an
exploratory research project.

Outcome of Training I ntervention

The following were the main lessons learned and accomplishments of Mr. Danilovski
during the Entrepreneurid Management Training program:



Mr. Danilovski learned dbout the US animaion and film-indudry organizationd
dructure, technology, culture of networking amongst professona, and how to access its
markets. He adso learned about pricing and cash flow management from US firms
operaing in thisfied.

Mr. Danilovski explored possbilities for future cooperation with Disney, Rhythm &
Hues and KQED-TV and saw current trends in the US gaming industry. At DVGarage,
Mr. Danilovski learned how they modify off-the-shelf software to create a global
community of visua media developers.

Upon his return to Macedonia

-Mr. Danilovski changed HHH’'s marketing communication materids by creating a new
web gter www.fx3x.com . Promotiona materias that were used before were changed in a
new quick-time standard formet, that which iswidely used in the indudtry.

-Mr. Danilovski re-established business rdations in the US for visud effects and possbly
for future outsourcing of jobs. HHH was awarded its first job with a US studio in May of
2004 and is now bidding on a second one.

-Mr. Danilovski identified HHH's competitiveness in regards to technology, daff and
organization viaa SWOT andyss.

-Mr. Danilovski changed HHH's company dructure by dividing it into three (3) profit
centers acting as semi-autonomous companiessudios. @ an animaion dudio; b) an
advertigng sudio; and ¢) agtudio for visud effects/films.

-Mr. Danilovski ingdled a cashflow management planning/control system for dl three
studios separately.

Analysis

The training that Mr. Danilovski attended in October 2003 contributed to the
redructuring of the 3X dudio, improving its marketing strategy and making it more in-
tune with needs of US clients.

What Next?

As HHH grows larger, training will become even more crucid to saying competitive in
the US visud effects market, as wel as the animation world. Training programs should
be established and ingructors found for learning new or updated software, and the most
up to date visud effects and animation techniques. Also important to HHH, especidly for
the animation crew, are classes in drawing and panting. A team from HHH has been
earmarked (under PTP funds for SO 1.3) for additiona traning in the US in summer
2004. HHH is one of the firms under the IT cluser managed by the Macedonian
Compstitiveness Activity (MCA) project under SO 1.3. It owner, Mr. Danilovski, will be
pat of a group sent to the US to olidify ties with potentiad US dients and learn further
about the US market and what it requires from outsourcing contractors abroad.

Testimony
Mr Danilovski emphaszed the fdlowing: “The entire traning was a vey pogtive

experience and it definitely offered more than what | originaly expected. For HHH, and
me persondly, as a new company that has lot to learn from the US market in animation



and post production, vidting US counterparts was a very useful experience, especidly
those vigts that were organized during the Los Angees portion of the training, where
follow-up meetings were organized for those vidts that has proved to be very productive
the firgt time around”.

ed/ AR 6/9/04

Summary

A sudy-tour in Cdifornia for the managing director of a computer animation production
dudio has yidded immediate resultss The company has been redructured, new
management systems have been introduced, and new promotiona materids — induding a
new webste www.fx3x.com - have been developed. Business relaionships have been
edablished in the US, and the company has been awarded its first job. The managing
director of the company says, “The entire traning was a very podtive experience, and
vigiting US counterparts was very useful.”



